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DETAILED ACTION 

Claim Objections 

1 . Claims 1 , 4, 6, 7, 9, and 17 are objected to because of the following informalities: 

2. Claims 1 , 9, and 1 7 recite the limitation "the routing of customer communications" 
in lines 4, 17, and 9, respectively, should be ~ a routing of customer communications -. 

Claims 6 in line 19 and claim 7 in line 5 and 7 recite the limitation "the work 
status indicator", should be -- a work status indicator --. 
Appropriate correction is required. 

Claim Rejections - 35 USC § 102 

3. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public use or on 
sale in this country, more than one year prior to the date of application for patent in the United States. 

4. Claims 1-2 and 5 are rejected under 35 U.S.C. 102(b) as being anticipated by 
Gechter et al. (U.S. Patent 5,274,700). 

As to claim 1, Gechter et al. teach a system comprising: 

a graphical user interface (col. 8, line 50 - where Gechter discussed the CRT or 
other interactive display) operative to indicate at least on of a plurality of availability 
states of an agent (col. 8, lines 44-51 - where Gechter discussed agent states are 
visible to the agent at the CRT or other interactive display and col. 9, lines 60-67 - 
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where Gechter discussed unavailable state and col. 10, lines 7-9 - where Gechter 
discussed ready or available state); and 

a routing system {call router 18) operative to control a routing of customer 
communications to the agent based on a current availability state (READY state) of the 
agent (col. 12, lines 22-26). 

As to claim 2, Gechter et al. teach the customer communication comprises a 
telephone call (col. 12, lines 15-16- where Gechter discussed a caller or customer 
made a telephone call from telephone 12 of Fig. 1). 

As to claim 5, Gechter et al. teach the availability states include an available 
state (col. 1 0, lines 7-9 - where Gechter discussed if the incoming caller disconnects will 
bring the agent back to the READY state, hence available state) and an unavailable 
state (col. 9, lines 60-63). 

Claim Rejections - 35 USC § 103 

5. The following is a quotation of 35 U.S.C. 1 03(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 

6. Claims 3 and 4 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Gechter et al. (U.S. Patent 5,274,700) in view of Yoakum (Pub. No.: US2004/01 25941). 
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As to claims 3 and 4, Gechter et al. do not teach the customer communication 
comprises an electronic communication wherein the electronic communication 
comprises one of an email and a chat session. 

Yoakum teaches the customer communication comprises an email (page 4, 
[0038], lines 9-10 - where Yoakum discussed an incoming request arrives via email, 
hence the customer communication comprises an email). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the feature of using email as one of the customer 
electronic communication, as taught by Yoakum, in Gechter's system thus making 
system more efficient by configuring the system to facilitate communications with the 
customers using different type of communication technologies, as discussed by Yoakum 
(page 1 , [0007], lines 5-8). 

7. Claims 6-1 0 and 13-18 are rejected under 35 U.S.C. 1 03(a) as being 
unpatentable over Gechter et al. (U.S. Patent 5,274,700) in view of McCalmont et al. 
(U.S. Patent 5,621,789). 

As to claim 6, Gechter et al. teach an event handler 52 is operative to maintains 
transition the current availability state of the agent (col. 12, lines 24-28) to another one 
of the plurality of availability states in response to at least one of a selection by the 
agent (col. 9, lines 60-63), the end of a timeout period, an initiation of client 
communication, and a termination of a client communication. 
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However, Gechter et al. do not explicitly teach a work status indicator is operative 
to transition the current availability state of the agent to another one of the plurality of 
availability states in response to at least one of a selection by the agent, the end of a 
timeout period, an initiation of client communication, and a termination of a client 
communication. 

McCalmont et al. teach a work status indicator (Fig. 5a, control indicator 81) is 
operative to transition the current availability state of the agent to another one of the 
plurality of availability states in response to at least one of a selection by the agent, the 
end of a timeout period, an initiation of client communication, and a termination of a 
client communication (col. 12, lines 4-16 - where McCalmont discussed the agent clicks 
mouse control to turn AVAILABLE control indicator to indicate that he or she is ready to 
receive a call or initiate of client communication and lines 62-67 - where McCalmont 
discussed at termination of a client communication, the agent clicks AVAILABLE or 
REALEASE control indicator). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate a visual work status indicator that is operative to 
transition the current availability state of the agent to another state, as taught by 
McCalmont, in Gechter's system thus making the system more efficient with visual color 
status indicator by permitting agents to easily control a variety of functions associated 
with the receiving and placing telephone calls, and transitioning from one availability 
state to another availability state, as discussed by McCalmont (col. 6, lines 26-30). 
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As to claim 7, Gechter et al. teach transitioning from an unavailable state 
(ACTIVE state) to the wrap up state after an agent completes a client communication 
session (col. 10, lines 44-45 - where Gechter discussed when an agent is talking to a 
customer, he or she is in ACTIVE state or unavailable state, and lines 48-54 - where 
Gechter discussed when the call is terminated by the customer, transitions out of the 
unavailable state by pressing the WRAP-UP key, hence transitioning from an 
unavailable state to the wrap up state after an agent completes a client communication 
session). 

Gechter et al. do not teach a work status indicator transition from the wrap up 
state to the available state after predetermined time. 

McCalmont et al. teach a work status indicator (Fig. 5a, control indicator 87), talk 
time indicator 91 shows the number of seconds spent in wrapping up a call (col. 6, lines 
47-49, and average wrap-up times for an agent and a target or predetermined time (Fig. 
6b, 1 12, 1 14 and col. 7, lines 5-7). Therefore, it would have been obvious that when an 
agent reached the target or predetermined time shown on the talk time indicator 91 or 
average wrap-up times appear for the agent in blocks 112 and 114, the agent will have 
to transition out of the wrap up state to an available state to receive telephone calls or 
sign off if it is at the end of the agent work scheduled. 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate a work status indicator transition from the wrap up 
state to the available state after predetermined time feature in Gechter's system in order 
to control the use of the wrap up state effectively, and the available indicator indicates 
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whether the agent is available permits the agent to control answering in-bound calls, as 
discussed by McCalmont (col. 6, lines 26-30). 

As to claim 8, Gechter et al. teach an amount of time the agent is in the current 
availability state (col. 1 3, lines 6-1 1 - where Gechter discussed the event handler 52 
sets a timer for an amount of 15 seconds, if an agent frees up during this time period, 
assigns an agent to one of the waiting calls). 

However, Gechter et al. do not teach a statistics indicator operative to indicate an 
amount of time the agent is in the current availability state. 

McCalmont et al. teach a statistics indicator operative to indicate an amount of 
time the agent is in the current availability state (col. 13, lines 27-35 - where McCalmont 
discussed agent window statistics 74 show percent idle time, hence indicating an 
amount of time the agent is in the current availability state). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate a statistics indicator operative to indicate an amount 
of time the agent is in the current availability state, as taught by McCalmont, in 
Gechter's system thus improving call center distributing system by distributing call to 
agent who has the largest amount of idle time among agents that are currently in 
availability states. 

As to claim 9, Gechter et al. teach a system comprising: 

a graphical user interface (col. 8, line 50 - where Gechter discussed the CRT or 
other interactive display) operative to indicate at least on of a plurality of availability 
states of an agent (col. 8, lines 44-51 - where Gechter discussed agent states are 
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visible to the agent at the CRT or other interactive display and col. 9, lines 60-67 - 
where Gechter discussed unavailable state and col. 10, lines 7-9 - where Gechter 
discussed ready or available state); and 

a routing system (call router 18) operative to control a routing of customer 
communications to the agent based on a current availability state (READY state) of the 
agent (col. 12, lines 22-26). 

However, Gechter et al. do not explicitly teach a work status indicator in a 
graphical user interface. 

McCalmont et al. teach a work status indicator (Fig. 5a, control indicator 81) in a 
graphical user interface (col. 5, lines 22-30 and col. 6, lines 26-30 - where McCalmont 
discussed control indicator 81 in window 76 of Fig. 5a, and this window controlled and 
operated under Microsoft Window GUI in a MS-DOS environment, hence a work status 
indicator in a graphical user interface). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate a visual work status indicator in a graphical user 
interface, as taught by McCalmont, in Gechter's system thus making the system more 
efficient with visual color status indicator by permitting agents to easily control a variety 
of functions associated with the receiving and placing telephone calls and transitioning 
from one availability state to another availability state, as discussed by McCalmont (col. 
6, lines 26-30). 
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As to claim 10, Gechter et al. teach the customer communication comprises a 
telephone call (col. 12, lines 15-16- where Gechter discussed a caller or customer 
made a telephone call from telephone 12 of Fig. 7). 

As to claim 13, Gechter et al. teach the availability states include an available 
state (col. 10, lines 7-9 - where Gechter discussed if the incoming caller disconnects will 
bring the agent back to the READY state, hence available state) and an unavailable 
state (col. 9, lines 60-63). 

As to claim 14, the limitation of the claim is the same as the limitation of claim 6; 
therefore, the claim is interpreted and rejected for the same reasons as set forth in claim 

6 above. 

As to claim 15, the limitation of the claim is the same as the limitation of claim 7; 
therefore, the claim is interpreted and rejected for the same reasons as set forth in claim 

7 above. 

As to claim 16, the limitation of the claim is the same as the limitation of claim 8; 
therefore, the claim is interpreted and rejected for the same reasons as set forth in claim 

8 above. Furthermore, McCalmont et al. teach a statistics indicator (Fig. 5b, window 74) 
in a graphical user interface (col. 5, lines 22-30 and col. 6, lines 26-30 - where 
McCalmont discussed window 74 of Fig. 5b, and this window controlled and operated 
under Microsoft Window GUI in a MS-DOS environment, hence a statistic indicator in a 
graphical user interface). 

As to claim 17, the limitation of the claim is the.same as the limitation of claim 9; 
therefore, the claim is interpreted and rejected for the same reasons as set forth in claim 
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9 above. Furthermore, Gechter et al. teach an article comprising a machine-readable 
medium including machine-executable instructions (col. 2, lines 44-49 and col. 3, lines 
17-20 and col. 6, lines 41-58 and col. 7, lines 32-51 and col. 8, lines 1-9) to cause one 
or more machines to perform the steps of the claim. 

As to claim 18, the limitation of the claim is the same as the limitation of claim 
10; therefore, the claim is interpreted and rejected for the same reasons as set forth in 
claim 10 above. 

8. Claims 11-12 and 19-20 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Gechter et al. (U.S. Patent 5,274,700) in view of McCalmont et al. 
(U.S. Patent 5,621,789) and further in view of Yoakum (Pub. No.: US2004/01 25941). 

As to claims 11 and 12, Gechter and McCalmont do not teach the customer 
communication comprises an electronic communication wherein the electronic 
communication comprises one of an email and a chat session. 

Yoakum teaches the customer communication comprises an email (page 4, 
[0038], lines 9-10 - where Yoakum discussed an incoming request arrives via email, 
hence the customer communication comprises an email). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the feature of using email as one of the customer 
electronic communication, as taught by Yoakum, in Gechter's and McCalmont's 
systems thus making system more efficient by configuring the system to facilitate 
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communications with the customers using different type of communication technologies, 
as discussed by Yoakum (page 1, [0007], lines 5-8). 

As to claims 19 and 20, the limitation of the claim is the same as the limitation 
of claims 1 1 and 12; therefore, the claim is interpreted and rejected for the same 
reasons as set forth in claims 1 1 and 12 above. 



Conclusion 

9. The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. 

Hamilton (U.S. Patent 6,801,613) teaches associating call appearance with data 
associated with call. 

Atkinson et al. (U.S. Patent 6,782,087) teach desktop telephony application 
program for a call center agent. 

Mclllwaine et al. (U.S. Patent 6,628,777) teach method and system for scheduled 
delivery of training to call center agents. 

1 0. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Quynh H. Nguyen whose telephone number is 571-272- 
7489. The examiner can normally be reached on Monday - Thursday from 6:15 A.M. to 
4:45 P.M. 
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If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad Matar, can be reached on 571-272-7488. The fax phone number for 
the organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://Dair-direct.usDto.aov . Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-21 7-91 97 (toll-free). 




Quynh H. Nguyen 
Patent Examiner 
Art Unit 2642 



